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Network  Sarvices 

•  Confused/badly  defined  market 

•  At  least  one-third  of  users  do  not  have 
formal  service  contract 

•  Major  user  need  is  for  uptime  and 
access 
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Network  Service  Environment 
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Network  Service 


Skill  Profile 


Importance  Rating 

Sen/ice 

Computer 
Systems 

Networks 

Consultancy 

Medium 

High 

Environmental/ 
Installation  Services 

Medium 

High 

Project  Management/ 
Implementation 

Low 

Medium 
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Network  Seivice 


Skill  Profile 


Importance  Rating 

Service 

Computer 
Systems 

Networks 

Applications  Support 

Low 

Medium 

Systems  Software 
Support 

High 

High 

Equipment 
Maintenance 

High 

Low/ 
Medium 
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Network  Service 

Market  Drivers 


•  Increasing  base 

•  New  applications 

•  User  service  needs 
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Network  Service 

Market  Inhibitors 

•  >25%  of  users  opt  for  self  service 

•  User  acceptance  of  service  need 

•  Limited  opportunities  for  traditional 
customer  services 
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Network  Service 

Market  Growth,  1990-1995 


User  Expenditure 
{$  Millions) 

Market 

1990 

1995 

CAGR 
(Percent) 

Western  Europe 

220 

580 

22 

U.S. 

420 

960 

18 
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Network  Service 

The  User  View 

Computer  Centre 

Communications 

Terminals 
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Network  Service 

Key  User  Service  Needs 

•  Network  access 

•  Improved  dealer  expertise 

•  Flexible  service  offerings 

•  Single  point  contact 
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Network  Service 

Systems  Operations 

•  30%  of  users  provide  in-house  service 

•  <20%  of  users  require  vendor  service 

•  Users  reluctant  to  relinquish 
responsibility 
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Network  Service 

User  Source  of  Network  Service 

Service  Source 
In-House 

Vendor  Contracted 

No  Formal  Contract 

0     25    50    75  100 
Percentage  of  Users 
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Key  Vendor  Issues 

•  Working  in  a  muitivendor  environment 

-  Equipment  compatibility 

-  Equipment  connectivity 

-  Definition  of  responsibilities 
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Key  Vendor  Issues 

•  Compatibility  of  software 

-  Revision  levels 

-  Old  versus  new 

-  Multivendor  software 
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Key  Vendor  Issues 

•  Wider  range  of  skills 

-  Multivendor  systems 

-  Increased  software  orientation 

-  Skill  shortages 
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Network  Service 


Wider  Opportunities 


Network  Aspect 

Customer  Services  Opportunity 

Design 

Consultancy 

Project  Management 

Consultancy 

Implementation 

Project 

Management/Consultancy 

Operations 

Shared/Managed/Total 
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Vendor  Opportunity 
Network  Disaster  Recovery 

•  Continuation  of  user  business  activities 

•  Radical  changes  in  business 
procedures — no  backup 

•  Need  for  insurance  expertise 

•  Market  not  yet  defined 
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Computer  Equipment 
Disaster  Recovery  Market 


User  Expenditure 
($  Millions) 

CAGR 
(Percent) 

Market 

1990 

1995 

Western  Europe 

180 

550 

25 

U.S. 

400 

800 

15 
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Network  Implementation 
Challenges 

1 .  User  methodology 

2.  Definitions 

3.  Responsibility 

4.  Specifications 
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Network  Implementation 
Opportunities 

•  Consultancy 

•  Project  management 

•  Integration 

•  Environmental  services 
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Network  Service 


Recommendations  for 
Customer  Service  Vendors 

•  New  skills 

•  Develop  flexibility 
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Network  Service 

Recommendations  for  Customer 
Service  Vendors 

•  Uptime  and  access 

•  Promote  services  with  product  sales 
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Recommendations  for 
Network  Services 

•  Tactical  development 

-  Multivendor  opportunities 

-  Consultancy/shared  management 

-  Disaster  recovery 
-Training  and  skill  levels 
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Independent  Maintenance 
Western  Europe 
1990-1995 
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•  Key  pan-European 
companies  established 

•  Major  acquisition  activity 
declining 

•  16%  growth  rate,  1990-1995 
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Customer 

Service  Market- 

-Europe 

Independent 

Maintenance 

Vendors 

Equipment 

Vendors  / 

and  Dealers  / 

\          92%  / 

1989  =  $1, 

435  Million 
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Independent  Maintenance 
Market  Drivers 

•  User  need  for  cost  reduction 

•  Provision  of  local  support 

•  Quality  and  flexibility 
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Independent  Maintenance 
Market  Inhibitors 

•  Limited  price  sensitivity 

•  Independents'  software  support 
credibility 

•  Fear  of  equipment  vendor 
reaction 
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Western  European  Independent 
Maintenance  Maiket  Growth,  1990-1995 
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Western  European  Independent 
Maintenance  Market,  1990-1995 

CAGR 


Independent 


Vendors   V////////////A  2,600 


Dealers  and 
Distributors 

Equipment 
Vendors 


1,280 


245 
455 


165 


505 
 I  


H  1990 
□  1995 

 I 


0      1000    2000  3000 
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Independent  Maintenance  Major 
Country  Markets,  1990 
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Independent  Maintenance  Primary 
Sources  of  Competition 

Competition  Quoted 


Granada 


Sorbus 


Equipment 
Vendors 


70 


Note:  Numbers  rounded 
Multiple  responses  allowed 

J  I 


0     20    40    60    80  100 
Number  of  Vendors  (Percent) 
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Equipment  Vendor  Business 
Recovery  Opportunities 

•  Equipment  replacement  time 

•  Match  independents'  pricing 

•  True  multivendor  service 

•  Responsiveness 
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Independent  Maintenance 
Market  Hierarchy,  1989 
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Independent  Vendor  Revenue 

From  Installed  Base 

Digital  \ 

/  IBM 

20%  \, 

I  40% 

Other  1 

Vendors  / 

40%  / 

Note:  Rounded  numtiers 
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Independent  Vendor 
Sales  Profile 

•6  1/2  %  of  headcount  in  sales 

•  $1 .2  M  revenue  per  sales  head 

•  $74  K  revenue  per  employee 
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Equipment  Vendor  Reaction 
to  Independents'  Success 

1.  Competitive  response 

2.  Cooperative  partnerships 

3.  Restrictive  practices 
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Why  Users  Chose 
Independent  Maintenance 


Reason 


Lower 
Cost 

Other 
Reasons 

Other/Don't 
Know 


Note:  Multiple 

Responses  Allowed 
Numbers  r.  unded 


^15 


Sample  Sizes: 

^  1988 
13  1995 


1990  -34 
1988  -65 


20  40  60  80  100 
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Independent  Vendor 
Strengths 

1.  Responsiveness 

2.  Multivendor  service 

3.  Independent/unbiased 
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Independent  Vendor 

Weaknesses 

1. 

Software  support  credibility 

2. 

Overexposure  risk 

3. 

Risk  of  losing  user  friendliness 
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Independent  Vendor  Future 

Service  Challenges 

1. 

Total  service  orientation 

2. 

Cooperatives  and  partnerships 

3. 

Market  measurable  service 
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Major  Issues  Facing 
Independent  Vendors 

1.  Competition 

2.  New  technology 

3.  Quality 
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Independent  Vendor 
Five-Year  Strategies 

•  40%  concentrating  on 
diversification 

•  50%  pursuing  acquisition  growth 

•  70%  pursuing  market 
specialisation 
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Long-Term  Service  Trends 

Increasing 
Service 
Level 

Integrated 
Service  Solutions 

Added-Value  Service 

HW  Maintenance 
System  SW  Support 

1980                    1990  2000 
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Potential  Crisis  for 
Independent  Vendors 

•  Rapid  decline  in  maintenance  revenues 

•  Independent   Independent 

maintenance  service 

•  Adaptation  key  to  survival 
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About  INPUT 


INPUT  provides  planning  information,  analysis,  and  reconnmendations 
to  managers  and  executives  in  the  information  processing  industries. 
Through  market  research,  technology  forecasting,  and  competitive 
analysis,  INPUT  supports  client  management  in  making  informed 
decisions. 

Continuous -information  advisory  services,  proprietary  research/ 
consulting,  merger/ acquisition  assistance,  and  multi client  studies  are 
provided  to  users  and  vendors  of  information  systems  and  services 
(software,  processing  services,  turnkey  systems,  systems  integration, 
professional  services,  communications,  systems/software 
maintenance  and  support). 

Many  of  INPUT'S  professional  staff  members  have  more  than  20  years' 
experience  in  their  areas  of  specialisation.  Most  have  held  senior 
management  positions  in  operations,  marketing,  or  planning.  This 
expertise  enables  INPUT  to  supply  practical  solutions  to  complex 
business  problems. 

Formed  as  a  privately  held  corporation  in  1974,  INPUT  has  become  a 
leading  international  research  and  consulting  firm.  Clients  include  more 
than  100  of  the  world's  largest  and  most  technically  advanced 
companies. 


INPUT  OFFICES 


North  America 


International 


Headquarters 

1280  Villa  Sti-eet 


Europe 

Piccadilly  House 
33/37  Regent  Stireet 
London  SWIY  4NF,  England 
(01)  493-9335 

Telex  27113  Fax  (01)  629-0179 


Mountain  View,  CA  94041-1194 
(415)  961-3300 

Telex  171407  Fax  (415)  961-3966 


New  York 

959  Route  46  East,  Suite  201 
Parsippany,  NJ  07054 
(201)  299-6999 

Telex  134630  Fax  (201)  263-8341 


Paris 

52,  boulevard  de  Sebastopol 
75003  Paris,  France 

(33-1)  42  77  42  77  Fax  (33-1)  42  77  85  82 


Washington,  D.C. 

1953  Gallows  Road 
Vienna,  VA  22182 


(703)  847-6870  Fax  (703)  847-6872 


Tokyo 

Saida  Building 
4-6,  Kanda  Sakuma-cho 
Chiyoda-ku,  Tokyo  101,  Japan 
(03)864-0531  Fax  (03)  864-4114 


